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2003 2004 2005 2006 2007 2008
小計 小計 322,013.0 355,540.0 393,239.5 443,348.2 474,097.5 515,963.2
預金銀行 小計 253,756.9 276,326.6 305,513.9 346,222.3 363,680.9 388,573.2
住宅ローン - - 208,422.0 240,951.4 245,763.5 254,735.7
（住宅担保貸出） 152,532.0 169,235.9 190,236.7 217,116.3 221,640.0 239,688.3
相互貯蓄銀行 小計 7,967.00 8,869.30 8,315.70 7,653.7 6,765.80 6,906.00
信用協同機構 小計 58,929.40 69,102.90 77,837.30 87,450.5 101,353.6 117,959.2
その他 小計 1,359.70 1,241.30 1,572.60 2,021.6 2,297.10 2,524.90
非銀行預金取扱機関 小計 68,256.10 79,213.50 87,725.60 97,125.8 110,416.6 127,390.0
住宅ローン - - - - 47,050.00 56,422.70











































































































































































女 173 41.3 生産/技術職 40 9.5
居住地
ソウル 170 40.6 自営業 64 15.3
首都圏 136 32.5 事務職 163 38.9
地方 113 27.0 販売/サービス業 25 6.0
年齢











200-400万ウオン未満 166 39.6 ２－３億未満 87 20.8
400-600万ウオン未満 115 27.4 ３－４億未満 47 11.2
600-800万ウオン未満 49 11.7 ４－５億未満 26 6.2






新韓銀行 82 19.6 新韓銀行 90 21.5
ウリ銀行 77 18.4 ウリ銀行 78 18.6
ハナ銀行 58 13.8 ハナ銀行 90 21.5







５％ 131 31.2 ６－７％ 127 30.4
６－７％ 129 30.8 ８％ 72 17.2






５千万ウオン－１億未満 136 32.5 １－３千万ウオン未満 165 39.4
１億－２億未満 59 14.1 ３－５千万ウオン未満 65 15.5
２億－３億未満 7 1.7 ５千万ウオン－１億未満 24 5.7






貸出の迅速性 39 9.3 家計生活資金 124 29.6
親切度 8 1.9 負債償還 34 8.1
貸出期間 15 3.6 住宅購入資金 128 30.5
貸出可能金額 49 11.7 私教育費資金 25 6.0
取引銀行条件 20 4.8 その他 27 6.4





























1.0330代（179） 33.58 34.42 32.79







.08首都圏（136） 31.21 35.78 33.94



















1.48400～600万ウオン未満 32.60 36.79 35.11








.87２億～３億未満（166） 31.02 35.54 33.78








無し（291） 32.61 35.91 34.57
＊p<0.05，＊＊p<0.01，＊＊＊p<0.001
<表２>　個人用ローンサービス品質評価および満足度の一般的傾向






































































新韓銀行（90） 34.92 39.39 37.55
ウリ銀行（78） 30.08 35.69 33.45
ハナ銀行（90） 29.49 32.52 31.31












































新韓銀行（82） 33.30 37.24 35.60
ウリ銀行（77） 30.11 34.57 32.79
ハナ銀行（58） 31.90 35.22 33.89





































































30代 33.24 ハナ銀行 32.03
















































２億～３億未満 33.47 ウリ銀行 33.72









































B ベータ B ベータ B ベータ
常数 42.965 2.072 1.089
世帯主
職業
事務職 -3.069 -.050 -2.973 -.048* -3.132 -.051*




負債償還使途 -4.471 -.082 -1.623 -.030 -1.238 -.023
住宅購入資金使途 -5.595 -.173** -1.470 -.045 -1.015 -.031
塾等私教育費使途 -5.314 -.083 -.703 -.011 -.660 -.010
事業/投資資金使途 -7.107 -.188*** -1.827 -.048 -1.069 -.028
貸出利率 -1.006 -.115* .090 .010 .264 .030
貸出成果品質評価 .730 .644***
本源的欲求満足 .590 .611***
予想外恩恵 - - .134 .127***
約束履行 - - .032 .034
創意性 - - -.103 -.094*
貸出過程品質評価 .262 .253***
顧客応接 - - .052 .056
信頼性 - - .174 .175***
接近性 - - .023 .024
物理的環境 - - .035 .039
F 4.224*** 157.587*** 131.912***
修正済R2 .051 .772 .825
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Consumers' Service Quality Evaluations and Satisfaction  
of Household Bank Loans
Sungsook KIM＊ and Jung-Eun LEE＊＊
（Abstract）
　The purposes of this study are to examine if there is a difference in the service quality 
evaluations and satisfaction of the loan service depending on consumers' demographic, 
financial and lending characteristics and to find the factors affecting satisfaction of the loan 
service. Based on a premise that they made loans off-line and were home-owned households 
using mortgage loan and credit loan services at the moment provided by banks, a five-day 
online survey from October 5 to 9, 2009 was conducted on 419 male and female adults that 
were.
　The study results are summarized as follows:
Firstly, the study found that there was a significant difference in service quality evaluation 
of loan services depending on householder's occupation, credit loan rates and amount, kinds 
of banks for credit loan, purpose of credit loan.
Also, the study found that there was a significant difference in the satisfaction of the loan 
service according to householder's occupation, credit loan rates, purpose of credit loans. 
Secondly, what were statistically significant factors affecting satisfaction of the loan service 
were householder's occupation and detailed items of loan service evaluations like fulfilling 
needs, unexpected benefits and trust on bank.
＊       Assistant Professor, Department of Consumer Information Science, Keimyung University
＊＊  Graduate Student, Department of Consumer Information Science, Keimyung University
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